CHAPTER ti 


h, to drift along the shores 
of Lake Patanaomi. With 

the office closed for inventory, 
you and a co-worker both have 
Friday off. He invites you to spend 
a relaxing day on the lake aboard 
his boat. You meet him at the 
docks at 7:00 a.m. The weather 
is perfect ... 80 degrees with a 


light breeze. 

As you depart from the pier, you 
begin to talk about investments and your current 
portfolios of stocks, bonds, and mutual funds. 
He uses a stockbroker. You explain that you 
trade on the Internet because it saves a lot 
of money in transaction fees. Fascinated 
with the idea, your friend asks if he can 
watch you trade online sometime when 
the two of you are on dry land. 

“No reason to wait,” you say. 
Out of your pocket, you pull a handheld 
computer, extend the antenna, connect 
to the Internet, and display the online 
trading service Web page. You buy 
100 shares of a stock your friend 
recommends. Within moments, the 
trade is complete. Your friend is 
amazed. He wonders what else you 
can do with that little computer. 

So, you display a Web site that sells 
electronics and show him how to order 


a handheld computer. 


OBJECTIVES 


After completing this chapter, 
you will be able to: 


e Understand how e-commerce has 
changed the way we do business 


e Discuss the positive impact of 
e-commerce on our society 


e Differentiate between the various 
e-commerce business models: 
business-to-consumer, consumer-to- 
consumer, business-to-business, and 
business-to-employee 


e Identify various e-commerce revenue 
streams 


e Know how e-retailing works 
e Identify e-commerce market sectors 


e Discuss issues associated with 
building a storefront, accepting 
payment, managing product delivery, 
designing a site, managing the site, 
and promoting the site 
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WHAT IS E-COMMERCE? 


ME Electronic commerce 
(e-commerce), sometimes called 
e-business, is a financial business 
transaction that occurs over an 
electronic network. Anyone with 
access to a computer, a network 
connection such as the Internet, 
and a means to pay for purchased 
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goods or services can participate 
in e-commerce. 

Two popular types of e-commerce 
are shopping and trading stocks 
(Figure 10-1). Recent studies indicate 
that nearly one half of Web users shop 
online and about one half of investors 
trade securities online. These results 
indicate a strong confidence in the 
Internet as a business transaction tool. 
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Figure 10-1 Anyone with access to a 
computer, an Internet connection, and a 
means to pay for purchased goods or 
services can participate in e-commerce. 


From a business perspective, 
the Internet means opportunity. 

It provides companies and individuals 
with avenues to obtain information. 
Using the Internet can enhance 
communications among employees, 
customers, and vendors, and 

increase human resource productivity. 
E-commerce virtually eliminates the 
barriers of time and distance that can 
slow traditional business transactions. 
With e-commerce, transactions can 
occur instantaneously and globally. 
This saves time for participants on 
both ends. 

At first, e-commerce transactions 
were conducted primarily through 
desktop computers. Today, many 
handheld computers and devices can 
access the Web wirelessly. Handheld 
Web-enabled devices include cellular 
telephones and pagers. Some people 
use the term m-commerce (mobile 
commerce) to identify e-commerce 
that takes place using mobile devices. 

Since the introduction of 
e-commerce, many new terms have 
evolved to describe various types 
of businesses. For example, a 
bricks-and-mortar business, some- 
times called a brick-and-mortar 
business, is a company that has a 
physical location (Figure 10-2). A 
clicks-and-mortar business is a 
company that has a bricks-and-mortar 
location as well as an online presence 
(Figure 10-3). Some companies, such 
as Amazon.com and E*TRADE, (see 
Figure 10-1), only have an online 
presence without physical locations. 


WHAT IS E-COMMERCE? 


Web Link 


For more information on 
m-commerce, visit the 
Discovering Computers 
2002 Chapter 10 WEB LINK 
page (scsite.com/dc2002/ 
ch10/weblink.htm) and 
click M-Commerce. 


Figure 10-2 At a bricks-and-mortar company, you 
can make a purchase at a physical location. 
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Figure 10-3 The Target department store chain is an example of a clicks-and-mortar business 
because it has physical locations throughout the country as well as an online presence. 
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The Growth of E-Commerce 


One report from Forrester 
Research, a leading independent 
research firm, indicates that total 
worldwide e-commerce for 2000 
exceeded $657 billion. As shown 
in Figure 10-4, Forrester Research 
estimates by 2004 this number will 
escalate to more than $6.7 trillion. 

One of the first steps in the 
development of e-commerce was 
electronic data interchange, originally 
created to eliminate paperwork and 
increase response time in business 
interactions. Electronic data 
interchange (EDI) is a set of 
standards that control the transfer of 
business data and information among 
computers both within and among 
companies. Today businesses use 
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Figure 10-4 This graph illustrates historical and projected e-commerce growth from 2000 to 2004. 


Web Link 


For more information on 
business-to-consumer 
e-commerce, visit the Discovering 
Computers 2002 Chapter 10 WEB 
LINK page (scsite.com/dc2002/ 
ch10/weblink.htm) and click 
Business-to-Consumer 
E-Commerce. 


these standards to communicate with 
industry partners on the Internet. 

The automated teller machine 
(ATM) was another precursor to the 
present form of e-commerce. As 
discussed in Chapter 6, an ATM is 
a self-service banking machine that 
connects to a host computer through 
a telephone network. 

When the Internet became 
available for commercial use in 1991, 
most consumers knew little about the 
Internet, much less imagined using 
it for profit. Now e-commerce almost 
is synonymous with the Web. The 
growth of one enhances the other. 
Improvements in communications 
technologies and computing hardware 
and software have been major 
contributing factors to the recent 
phenomenal growth of e-commerce. 
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E-COMMERCE BUSINESS 
MODELS 


E-commerce businesses can be 
grouped into four basic models: 
business-to-consumer, consumer-to- 
consumer, business-to-business, and 
business-to-employee. The following 
sections discuss each of these 
e-commerce business models. 


Business-to-Consumer E-Commerce 


Business-to-consumer 
(B-to-C or B2C) e-commerce consists 
of the sale of products or services 
from a business to the general public 
or end user (Figure 10-5). In this 
model, the seller is the business and 
the buyer is the consumer (public). 
Products for sale can be physical 
objects such as books, flowers, com- 
puters, groceries, prescription drugs, 
music, movies, and cars. They also 
can be intangible items. For example, 
you can subscribe to an online maga- 
zine or download software. Services 
offered by B2C businesses include 
online banking, stock trading, and 
airline reservations. 

Sellers that use a B2C business 
model can maximize benefits by 
eliminating the middleman. Called 
disintermediation, businesses sell 
products directly to consumers with- 
out using traditional retail channels. 
This enables some B2C companies 
to sell products at a lower cost and 
with faster service than comparable 
bricks-and-mortar businesses. 


Consumers also derive benefits 
from the B2C business model. They 
have access to a variety of products 
and services without the constraints 
of time or distance. Consumers easily 
can comparison shop to find the best 
buy. Many B2C Web sites provide 
consumer services such as access 
to product reviews, chat rooms, and 
other product-related information. 
These services often attract and 
retain customers. 

Many B2C businesses person- 
alize their sites to consumers by 
tracking visitors’ preferences while 
they browse through the Web pages. 
This enables the B2C business to 
target advertisements, determine 
customer needs, and personalize 
offerings to a customer’s profile. 


E-COMMERCE BUSINESS MODELS 


Resolving Channel Confit’ 


Disintermediation 


As B2B e-commerce increases on the Internet, traditional distribution 
channels — the paths of goods from manufacturer to consumer — are 
being redefined. The Internet allows producers to communicate directly with 
both suppliers and consumers. This displacement is called disintermediation. 
Producers risk damaging relationships with traditional business partners 
because of this displacement. Companies conducting business on the 
Internet are challenged to find new ways to resolve this channel conflict. 
To what extent will it affect traditional businesses? Should the companies in 
the middle rely totally on these channels? 

For more information on disintermediation and reintermediation, visit the 
Discovering Computers 2002 Issues Web page (scsite.com/dc2002/ 
issues.htm) and click Chapter 10 Issue #1. 


Figure 10-5 HOW A B2C E-COMMERCE BUSINESS MIGHT OPERATE 


2. B2C e-commerce 
business network 
contains hardware 
and software for Web 
hosting, security, 
administrations, and 
backup. 


3. Warehouse receives the order and fulfills it. 


and services online through 
the Internet from a B2C 
business. 


APPLY IT! 


Look Before You Click 

Have you considered purchasing products 

online? Many individuals are ready to 

engage in e-commerce but feel some- 
what uncomfortable with legitimacy and 
privacy issues. The rules for purchasing 
online are very similar to those for 
purchasing offline — the best consumer 
is the best-informed consumer. Keep 
the following guidelines in mind while 
shopping online. 

1. Use a secure browser that will 
encrypt or scramble purchase 
information. 

2. The Web site from which you are 
making a purchase should be well 
designed and should provide a name, 
address, and telephone number. 

3. Look for and read the privacy policy. 
How information is collected, how it 
will be used, who will have access, 
and what options you have in 
controlling the information should 
be disclosed clearly. 

4. Ifthe Web site requires you create an 
account, never use the same pass- 
word you use with other accounts. 

5. Do not supply personal information 
such as your Social Security number, 
bank account number, or mother’s 
maiden name. 

6. Check to verify the business uses a 
secure server. This generally is indi- 
cated by a graphical image such as a 
closed lock or key in the lower-right 
corner of your browser window. 

7. Look for symbols such as the 
BBBOnline and TRUSTe (see URLs 
below). Click the symbols to confirm 
participation. 

8. Use online payment networks such 
as DigiCash and PayPal (see URLs 
below). 

To obtain a better understanding of 
Internet privacy, visit the Privacy.net site 
(see URL below) and complete the 
online demonstration of how you can be 
traced when using the Internet. 

For more information on online 
shopping and the Web sites mentioned 
above, visit the Discovering Computers 
2002 Apply It Web page (scsite.com/ 
dc2002/apply.htm) and click Chapter 10 
Apply It #1. 


Consumer-to-Consumer E-Commerce 


The term consumer-to- 
consumer (C-to-C or C2C) 
e-commerce consists of individuals 
using the Internet to sell products and 
services directly to other individuals. 
The most popular vehicle for C2C 
e-commerce is the online auction 
(Figure 10-6). An online auction is 
similar to negotiating, in which one 
consumer auctions goods to other con- 
sumers. If interested, you bid on an 
item. The highest bidder at the end of 
the bidding period purchases the item. 

Another form of C2C e-commerce 
is Internet peer-to-peer (P2P). As 
described in Chapter 9, P2P describes 
an Internet network that enables users 
with the same networking software 
to connect to each other’s hard disks 
and exchange files directly. With the 
appropriate software and an Internet 
connection, a consumer can pay 
another consumer to copy a file. That 
is, the buyer copies a file from the 
seller’s hard disk. These programs 
have stirred controversy with respect 
to copyright infringement of music 
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because they allow users easily 
to copy MP3 music files from one 
computer to another. 


Business-to-Business E-Commerce 


Although you probably are 
most familiar with B2C and C2C 
e-commerce Web sites, the major type 
of e-commerce interaction occurs 
among businesses. Business-to- 
business (B-to-B or B2B) 
e-commerce consists of the sale and 
exchange of products and service 
between businesses. For example, a 
company that manufactures bicycles 
might use the Internet to purchase 
tires from their supplier. 

The B2B market is expanding 
at a much faster rate than the B2C 
market. Forrester Research predicts 
that B2B e-commerce will reach 
$6.3 trillion by 2004, while B2C 
e-commerce only will reach $454 
billion. 

Many businesses use the unique 
advantages of the Internet to commu- 
nicate with business partners. For 
example, some companies provide 
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Figure 10-6 eBay is a popular online auction Web site. 


services to help a manufacturer locate 
suppliers. The Internet enables all 
participants in a supply chain to relay 
information to each other. A supply 
chain is the interrelated network of 
facilities and distribution methods 
that obtains materials, transforms 
materials into finished products, 
and delivers the finished products 
to customers. 

Most businesses that engage 
in B2C e-commerce also participate 
in B2B e-commerce. Thus, many 
company Web sites also provide goods 
and services to other businesses. 
Figure 10-7 illustrates the relation- 
ship of B2C and B2B e-commerce. 

Four basic types of B2B 
e-commerce sites are vendor, service, 
broker, and infomediary sites. A 
vendor B2B site, also called an 
e-procurement site, is a product 
supplier that allows purchasing agents 
to use a network to shop, submit 
request for quotes (RFQs), and 
purchase items. A service B2B 
site uses a network to provide one or 
more services to business such as 
financing, warehousing, or shipping. 
A brokering B2B site acts as a 
middleman by negotiating the contract 
of a purchase and a sale. An 
infomediary, short for information 
intermediary, B2B site provides 
specialized information about suppliers 
and other businesses. 
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Beanie Babies. Elian Gonzalez’ raft. Kidneys. Just about everything imaginable 
has been auctioned on the world’s largest online trading community: eBay. 
These items are among the more than 60 million objects offered for sale since 
the company’s inception. 

eBay’s trading community consists of 10 million collectors, hobbyists, bargain 
hunters, sellers, and browsers in search of one-to-one trading in an auction 
format on the Web. Each day they can participate in more than 4 million auctions 
for items sorted in 4,320 categories ranging from automobiles to teddy bears. 
More than 450,000 objects are added daily, and 1,000 bids are placed every 
second. Sellers are charged a small fee to list their objects and then pay a 
variable commission ranging from one to five percent when the item is sold. 

Founder Pierre Omidyar conceived the idea for eBay when his then-girlfriend, 
an avid Pez collector, commented that she would like to interact with other Pez 
collectors over the Internet. Living in the San Francisco Bay area, Omidyar paid 
homage to his hometown by naming his company “electronic Bay" and held the 
first auction on Labor Day, 1995. 

For more information on eBay, visit the Discovering Computers 2002 
Companies Web page (scsite.com/dc2002/companies.htm) and click eBay. 


Web Link 


For more information on 
business-to-business 
e-commerce, visit the Discovering 
Computers 2002 Chapter 10 WEB 
LINK page (scsite.com/dc2002/ 
ch10/weblink.htm) and click 
Business-to-Business 
E-Commerce. 


Figure 10-7 The relationship of B2B and B2C e-commerce. B2B e-commerce includes sales and exchange of products and services among 
businesses, while B2C e-commerce involves the sale and exchange of products and services between a business and a consumer. 


Many B2B e-commerce sites fall 
into one or more of the previous cate- 
gories. Some specialize in a particular 
industry; this type of specialized site 
sometimes is called vertical B2B 
e-commerce. Many also are portals that 
provide numerous additional features 
such as chat rooms and product 
comparisons. 


Business-to-Employee E-Commerce 


Business-to-employee 
(B-to-E or B2E) e-commerce, 
sometimes called intrabusiness 
e-commerce, refers to the use of 
intranet technology to handle activities 
that take place within a business. As 
discussed in Chapter 9, an intranet 
(intra means inside) is an internal 
network that uses Internet technologies. 

B2E e-commerce does not 
generate revenue like the previously 


Advantages of E-Commerce 


e Global market 24 hours per day 


discussed types of e-commerce 
business models. Instead, it increases 
profits by reducing expenses within 
a company. For example, using B2E 
e-commerce employees collaborate 
with each other, exchange data and 
information, and access in-house 
databases, sales information, market 
news, and competitive analysis. By 
having instantaneous access to this 
type of technology, employees do not 
spend time manually looking up 
information. 


Advantages of E-Commerce 


Many businesses and individuals 
choose to enter the e-commerce arena 
for a variety of reasons. Figure 10-8 
lists some of the advantages of 
e-commerce. Many e-commerce 
ventures realize more than one of 
these benefits. 


e Businesses have access to 360 million people with Internet access 


e Customers can conduct price comparisons easily 


e Feedback can be immediate 


e Changing information can be available quickly 


e FAQ (frequently asked questions) pages can provide easy access to 


customer support 


e Ability to gather customer information, analyze it, and react 


e New and traditional approaches to generating revenue 


e Manufacturers can buy and sell directly, avoiding the cost of the middleman 


e Distribution costs for information reduced or eliminated 


e Options to create a paperless environment 


Figure 10-8 E-commerce has revolutionized the way we do business. 


Web Link 


For more information on 
electronic software distribution, 
visit the Discovering Computers 
2002 Chapter 10 WEB LINK page 

(scsite.com/dc2002/ 
ch10/weblink.htm) and click 
Electronic Software 
Distribution. 
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E-COMMERCE REVENUE 
STREAMS 


E-commerce businesses generate 
revenues in many ways. A revenue 
stream is the method a business uses 
to generate income. Some of the more 
common e-commerce revenue streams 
include direct sales, electronic soft- 
ware distribution, software rental, 
advertising, subscriptions, Web site 
hosting, and Web storage. The follow- 
ing paragraphs briefly describe how 
Web sites generate these types of 
revenue streams. A single Web site 
may use more than one method of 
generating revenue. 


At many e-commerce sites, you 

purchase a product or service and 

the business arranges to deliver it 
to you (Figure 10-9). These sites 
generate revenue from sales of 
goods to consumers or to other 
businesses. 

e Some online businesses do not ship 
their products; instead they use 
electronic software distribution 
(ESD) to sell digital products such 
as software, music, movies, books, 
and photographs. With ESD, a 
purchase entitles you to download 
one copy of the item (Figure 10-10). 
These businesses attempt to maxi- 
mize their profits by eliminating 
expenses associated with shipping. 

e Other online businesses provide 

software rental of applications on 

the Web. Recall from Chapter 3 that 

a Web application is a software 

application that exists on a Web 

site. To access a Web application, 
you simply visit the Web site that 
offers the program. For example, 

Microsoft’s Web applications, 

called .NET, enable users to 

access Microsoft software on the 

Web from any type of device or 

computer that can connect to the 

Internet. 
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Figure 10-9 You can buy computers from Dell Computer Corporation online and have them 
shipped directly to your home or office. 
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Figure 10-10 At this site, you can download songs from artists, such as Neil Diamond, 
for $1.99 per song. 


TECHNOLOGY TRAILBLAZER 
MICHAEL DELL 


Sometimes it is a good thing not to listen 
to your parents. When Michael Dell was 
enrolled in the University of Texas at Austin 
in 1983, his parents urged him to give up 
his fledgling computer business and get 
serious with his biology major. After all, 
instead of going to class, the 18-year-old 
entrepreneur was building personal com- 
puters in his dorm and selling them via 
telephone orders. 

Business grew astronomically, and 
Dell dropped out of college to nurture his 
operations. In 1984, Dell's first full year of 
business, sales reached $6 million. He used 
some of these profits to incorporate and, in 
1987, formally changed the company name 
to Dell Computer Corporation. In 1992, he 
became the youngest CEO of a company 
named to the Fortune 500 list. Sales 
reached more than $25.3 billion in fiscal 
year 2000, with 50 percent of the orders 
transacted online. 

Michael Dells book, Direct from Dell — 
Strategies that Revolutionized an Industry, 
is a chronicle of the company’s success 
in bypassing the middleman and selling 
custom-built personal computers directly 
to consumers. 

For more information on Michael Dell, 
visit the Discovering Computers 2002 
People Web page (scsite.com/dc2002/ 
people.htm) and click Michael Dell. 


Web Link 


For more information on 
.NET, visit the Discovering 
Computers 2002 Chapter 10 
WEB LINK page 
(scsite.com/dc2002/ 
ch10/weblink.htm) and 
click .NET. 


Some Web application sites, 
called application service providers 
(ASPs), charge a rental fee before 
you can access and use the soft- 
ware. Rental fee arrangements vary 
by vendor and application. Some 
rent use of the application on a 
monthly basis, some charge based 
on the number of user accesses, 
and others charge a one-time fee. 
Businesses that do not sell a 
product or service can generate 
revenues through advertisements. 
Web sites that provide news, for 
example, contain many advertise- 
ments (Figure 10-11). In many 
cases, these sites earn commissions 
from the advertising sponsors when 
visitors make purchases as a result 
of clicking the advertisement. 
Other informational Web sites 
generate revenues by requiring 
visitors to subscribe to their service 
(Figure 10-12). Subscription fees 
vary from one site to another, but 
most recur on a monthly or annual 
basis. These sites usually provide 
some information at no cost — to 
entice visitors to subscribe. Once 
you pay for the subscription, you 
have access to the content of the 
entire site. 

Some sites make money by assisting 
people and companies in hosting 
their Web site. A Web hosting 
service provides the hardware, 
software, and communications 
required for a Web server. A Web 
server is a computer that delivers 
Web pages to users. Other Web 
hosting services provide more 
sophisticated services that include 
managing payments and tracking 
inventory. The fees, usually paid 
monthly, vary depending on the 
level of service offered. A section 
later in this chapter discusses Web 
hosting sites in more depth. 
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Figure 10-11 Many news Web sites use advertisements for their revenue stream. 
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Figure 10-12 For about $60 per year, you have access to all the content at the Wall Street Journal 
Web site. 


E-COMMERCE REVENUE STREAMS 


e Other sites on the Web, called 
online storage services, provide 
data storage to computer users 
(Figure 10-13). Many users take 
advantage of online storage services 
for the purpose of storing backup 
copies of data and information. 


Chapter 12 discusses backups and 
online storage in more depth. 

e Some sites provide Internet access 
(Figure 10-14). Many of these sites 
have become portals offering many 
of the previously discussed services, 
as well. 
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Figure 10-13 Driveway is an online storage service that allows users to store, access, organize, 
and share files. 
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The Best Things in Life Are Free 


Are you a coupon clipper? Do you enjoy 
a bargain? If so, check out the freebies 
on the Internet. You already may have 
heard you can find all kinds of free stuff 
online — and, to some extent, it is true. 
Before you jump into the world of free- 
bies, you should keep some guidelines 
in mind. First, no one gives something 
for nothing. Many companies try to 
increase their customer base, create a 
mailing list, or sell you their products or 
services. Many free offers require you 
make a purchase first or pay shipping 
and handling. Some even resort to the 
old bait-and-switch trick and out-and- 
out scams. 

It is a good idea to set up a free e-mail 
account such as HotMail or Yahoo! mail 
(see URLs below). This will protect your 
normal e-mail from an overload of 
unsolicited messages. If you plan to 
receive free offers through the postal 
service, use a post office box. 

With these cautions in mind, you can 
explore and look for freebies. Instead of 
using search engines to locate sites, 
visit a master site. These sites organize, 
index, and rate freebie sites. The follow- 
ing is a list of some of the main indexes. 
e The Cool Freebies Links (see URL 

below) site is one of the most 

comprehensive freebies guides on the 

Internet. It contains links to hundreds 

of topically arranged freebie Web 

sites. Subscribe to the newsletter for 
weekly updates. 

e The Freebie Directory (see URL 
below) has a well-organized directory 
structure and also offers a free 
weekly newsletter. 

e The Daily Freebie site (see URL 
below) includes new freebies daily. 

e The My Jungle site (see URL below) 
updates its offers two to three times 
a day. 

For more information on freebies 
online and the Web sites mentioned 
above, visit the Discovering Computers 
2002 Apply It Web page (scsite.com/ 
dc2002/apply.htm) and click Chapter 10 
Apply It #2. 
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Figure 10-14 MSN provides three types of Internet access: dial-up, DSL, and satellite. 


E E-RETAILING 
MARKET SECTOR 


Retailing is one of the most visible 
market sectors on the Web. In retail, 
merchants sell products and services 
directly to a buyer. E-retail, also 
called e-tail, occurs when retailers 
use the Web to sell their products and 
services. E-retailers constantly are 


challenging the old ways of conducting 
business as they bring new products 
and services to market. All e-retailers, 
however, operate in a similar way. 
Figure 10-15 illustrates how an 
e-retail transaction might occur. 

A customer (consumer) visits an 
online business at the Web-equivalent 
of a showroom: the electronic store- 
front. An electronic storefront, also 


Figure 10-15 THE PATH OF AN AUTHORIZED E-RETAIL TRANSACTION 


Step 1: 
Customer displays e-retailer’s 
electronic storefront. 


Step 8: 


Packages in order are delivered to customer. 


Step 7: a 


While order 
travels to the 
customer, 
shipping 
information 
is posted on 
the Web. 


Step 2: 
Customer collects purchases in 
an electronic shopping cart. 


Step 3: 
Customer enters payment information 
in a secure Web site. E-retailer sends 
financial information to a bank. 


Step 6: 
Fulfillment center 
packages the 

| order, prepares 
it for shipment, 
and then sends 
a report to the 
server where 
records are 
updated. 
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called an online catalog, is the Web 
site where an e-retailer displays its 
products (Figure 10-16a). It contains 
descriptions, graphics, and sometimes 
product reviews. After browsing 
through the merchandise, the customer 
makes a selection. This activates a 
second area of the store known as the 
shopping cart. The shopping cart is 
a software component on the Web that 


Ty Step 4: 
it | Bank performs 
æ security checks 
and sends 
authorization 
back to 
3 e-retailer. 


Step 5: 
E-retailer’s Web 
server sends 
confirmation 

to customer, 
processes the 
order, and then 
sends it to the 
fulfillment center. 


allows the customer to collect pur- 
chases (Figure 10-16b). Items in the 
cart can be added, deleted, or even 
saved for a future visit. 


THE E-RETAILING MARKET SECTOR 


(Figure 10-16c). The transaction 
and financial data automatically are 
verified at a banking Web site. If the 
bank approves the transaction, the 


When ready to complete the 
sale, the customer proceeds to the 
checkout. At this time, the customer 
enters personal and financial data 
through a secure Web connection 


Figure 10-16a (storefront) 
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customer receives a confirmation 
notice of the purchase. Then, the 
e-retailer processes the order and 
sends it to the fulfillment center 
where it is packaged and shipped. 


Figure 10-16b 
(shopping cart) 
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Figure 10-16c 
(secure checkout) 
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Figure 10-16 Storefront, shopping cart, and secure checkout at an online retailer. 


COMPANY ON THE CUTTING EDGE 


amazon.com. 
<a 


Incredible Selection 
Propels Top Retailer 


Earth’s Biggest Selection™. Indeed, 
Amazon.com’s 18 million unique items give 
Web shoppers an astonishing shopping 
extravaganza of books, CDs, videos, DVDs, 
toys, games, electronics, and free electronic 
greeting cards. 

Founder Jeff Bezos spotted a business 
opportunity in 1994 when he learned that 
the Internet was experiencing a 2,300 per- 
cent growth rate. He studied 20 mail-order 
products and decided that books presented 
the most attractive retailing option. He named 
the company based on the world’s largest 
river and opened the company’s virtual 
doors in 1995 with the goal of making book 
buying a fast, easy, and enjoyable shopping 
experience. 

Marketing was a family affair. Bezos 
simply told 300 family members and friends 
to spread the word. Within one month, 
people from all 50 states and 45 countries 
had placed orders. Since that time, 
Amazon.com has become the Internet’s top 
retailer, with 20 million people in more than 
160 countries spending approximately $600 
million annually. Bezos was named Time 
magazine’s Person of the Year in 1999, 
who at age 35 was the fourth youngest 
individual to receive this honor. 

For more information on Amazon.com, 
visit the Discovering Computers 2002 
Companies Web page (scsite.com/dc2002/ 
companies.htm) and click Amazon.com. 


THER E-COMMERCE 
MARKET SECTORS ON THE 
WEB 


In addition to retail, several other 
market sectors have taken advantage 
of business opportunities on the Web. 
The more popular market segments 
include finance, entertainment and 
media, travel, and health. The follow- 
ing paragraphs describe how the 
general public interacts with each of 
these market sectors on the Web. 


Web Link 


For more information on 
online banking, visit the 
Discovering Computers 2002 
Chapter 10 WEB LINK page 
(scsite.com/dc2002/ 
ch10/weblink.htm) and click 
Online Banking. 


Finance 


Financial institutions include 
any business that manages the circu- 
lation of money, grants credit, makes 
investments, or meets banking needs. 
These include banks, mortgage 
companies, brokerage firms, and 
insurance companies. In the past, 
financial institutions were strictly 
traditional bricks-and-mortar institu- 
tions. Today, many also conduct 
business on the Internet. Figure 
10-17a shows the home page for 
an online banking site and Figure 
10-17b shows the home page for 
an online trading site. 

Online banking allows you to 
pay bills from your computer, that is, 
transfer money electronically from 
your account to a payee’s account such 


Figure 10-17a (online banking Web site home page) 
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as the electric company or telephone 
company. At any time, you also can 
download monthly banking transac- 
tions such as cleared checks, ATM 
withdrawals, and deposits, which 
allows you always to have an up-to-date 
bank statement. 

With online trading, you can 
invest in stocks, options, bonds, 
treasuries, CDs, money markets, 
annuities, and mutual funds — without 
using a broker. Many investors prefer 
online stock trading because the 
transaction fee for each trade usually 
is substantially less than when you 
trade through a broker. Many of 
these online businesses also provide 
other financial services such as life 
insurance and retirement plans. 


Entertainment and Media 


The technology behind the Web 
has enabled entertainment and media 
to take many forms. Music, videos, 
news, sporting events, and 3-D multi- 
player games are a growing part of the 
Web’s future. Newsprint on the Web 
is not replacing the newspaper, but 
enhancing it and reaching different 


Figure 10-17b 
(online trading is site home page) 
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Chapter 10 WEB LINK page 
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Online Trading. 


Figure 10-17 With online banking, you can pay 
bills from your computer. Online trading services 
allow you to manage your financial investments 
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populations. Current technology 
supports live radio broadcasting, 

live videos, and live concerts due to 
streaming technology. As discussed 
in Chapter 2, streaming allows users 
to access and use a file while it is 
transmitting. You can purchase music 


OTHER E-COMMERCE MARKET SECTORS ON THE WEB 


TECHNOLOGY, TRAILBLAZERS 
DIETER SEITZER and HEINZ GERHAUSER 


MP3 is the term that Internet users search for most often. This popular technology is used 
to compress audio files so they transfer quickly from a Web page to a computer. 

With more than one-half million MP3 files online, music lovers can thank Dieter Seitzer 
and Heinz Gerhauser for saving them hours of downloading time. These two researchers 


began developing this format, formally called Moving Pictures Experts Group Audio Layer 
3, in 1987 when Seitzer was managing director of the Applied Electronics division at the 
Fraunhofer Institute in Germany. At that time, a mainframe computer needed 10 hours to 
decode 1 minute of digitized music. 

One of Seitzer’s graduate students wrote a research paper proposing that compressed 
audio could be decoded in real time, making it sound realistic to the human ear. Engineers 
at the Institute began developing the Layer 3 algorithm that filters out sounds we cannot 
hear, thus shrinking the audio files to one-tenth their original size. 

Gerhauser became the Institute’s co-director in 1993, and under his guidance the 
Institute released Winplay, the first player that could decode MP3 files on a personal 
computer in real time. 

For more information on Dieter Seitzer and Heinz Gerhauser, visit the Discovering 
Computers 2002 People Web page (scsite.com/dc2002/people.htm) and click Seitzer 
and Gerhauser. 


online and download MP3 files 
directly to your hard disk, allowing 
you to listen to the purchased music 
immediately from your computer or 
any MP3 player. 


Travel 


The Web provides many travel- 
related services. If you need directions, 
simply enter a starting point and 
destination and many Web sites will 
provide detailed directions along with 
a map. You can make airline reserva- 
tions and reserve a hotel or car. 

Some of these sites are shopping 
bots that save you much time by 
doing all the investigative cost- 
comparison work. A shopping bot, 
also called a shopbot, is a Web site 
that searches the Internet for the best 
price on a product or service in which 
you are interested (Figure 10-18). 
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Figure 10-18 At Priceline.com, you name the price you are willing to pay and they find 
items such as flights, hotel rooms, and car rentals that meet your budget. 
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With airline reservations, for example, Health 
simply name the price you are willing 
Web Link to pay per ticket, your travel dates, Many Web sites provide up-to- 


For more information on and the cities between which you are date medical, fitness, nutrition, or 


shopping bots, visit the 
Discovering Computers 2002 
Chapter 10 WEB LINK page 


traveling. This service finds a flight 
arrangement that meets your budget. 


(scsite.com/dc2002/ 
ch10/weblink.htm) and click 
Shopping Bots. 


APPLY IT! 
Let the Bot Do the Walking 


One of the advantages of shopping online is you can visit dozens of sites 

within a few minutes. In fact, when you start comparing prices, you can visit 

dozens of sites, which could take almost as much time as driving to the local 
shopping mall. A solution to this problem is a shopping bot (short for robot 
because of its automated features). These automated price-comparison 
services search dozens of online stores for the best prices on thousands of 
products. 

Generally, to use one of these services, you visit their Web site and select 
the directory in which your product resides or type keywords for which to 
search. Within a few seconds, the shopping bot displays a list of sites where 
your product is located, along with product prices. Clicking a Buy button takes 
you to the site where you can purchase your selection. Some of the more 
popular comparison shopping sites are as follows: 

e mySimon (see URL below) allows you to select a category and then 
narrow it to a subcategory. You also can narrow your search further by 
entering the manufacturer’s name, model number, and so on. 

DealTime (see URL below) offers a lowest price guarantee and consumer 

advice, ratings, and reviews. 

BizRate (see URL below) includes a store rating section. 

Yahoo! (see URL below) is an all-encompassing Web site that also offers 

comparison shopping. 

Half.com (see URL below), which is owned by eBay (see URL below), 

allows you to compare prices for products sold by individuals as well as 

e-commerce sites. 

Consider the following when comparing prices: a) some companies may 
not include shipping and handling; and b) an agreement between the 
shopping service and the online merchant may give certain companies a 
preferred placement in the search results. 

Regardless of the site you select, keep these shopping tips in mind: 

Review the privacy policy and check that the site participates in one of the 

online privacy programs such as TRUSTe. 

Verify the site is secure by checking for a closed lock or key in the lower- 

right corner of your browser window. 

Read the return policy. 

Compare the price to advertisements in your local paper and look for a 

price guarantee. 

For more information on comparison shopping online and the Web sites 
mentioned above, visit the Discovering Computers 2002 Apply It Web page 
(scsite.com/de2002/apply.htm) and click Chapter 10 Apply It #3. 


exercise information. As with any other 
information on the Web, you should 
verify the legitimacy of the site before 
relying on its information. 

Some of these health-related Web 
sites maintain databases of doctors 
and dentists to help you find the 
one that suits your needs. They also 
may have chat rooms, so you can 
talk to others diagnosed with similar 
conditions. 

Bricks-and-mortar pharmacies 
also exist on the Web, allowing 
customers to refill prescriptions and 
ask pharmacists questions. Some 
Web sites even allow you to order 
prescription drugs online and have 
them delivered directly to your door 
(Figure 10-19). 


Other Business Services 


Many businesses use the Web 
to provide services to consumers and 
other businesses. Public relations, 
online advertising, direct mail, 
recruiting, credit, sales, market 
research, technical support, training, 
software consulting, and Internet 
access represent a few of the areas 
of service. 
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The Doctor Is In 


Health and E-Commerce 


Consider the following scenario: For several weeks, you have been unable to 
get a good night’s sleep. Insomnia is sapping your ability to do a good job at 
work and to enjoy and participate fully in life. You call your primary physician 
for an appointment, but it will be three weeks before you can see her. You 
decide to go online and do a little research. Using your favorite search engine, 
you discover a physician’s Web site that provides online diagnosis. Using an 
online form, you enter your symptoms and then click the Submit button. 
Within about a minute, you receive a response listing the probable cause of 
your problem. Also attached is a prescription order form for medication. You 
simply enter your name and credit card number to receive the prescription 
the next day. Should a physician be allowed to diagnose an ailment online? 
Would it make a difference if it were what someone considered a minor 


CREATING AN ONLINE 
STORE 


With the Web offering such a tremen- 
dous business potential, many people 
and companies are venturing into this 
worldwide horizon. Depending on the 
nature of the existing business, the 
approach used to establish an online 
presence varies. The following discus- 
sion uses e-retail as an example. 

Some merchants start an e-retail 
store without having a physical pres- 
ence. Others establish an electronic 
storefront as an extension of an 
existing bricks-and-mortar business. 
Some expand an informational Web 
site into a full-featured e-commerce 
site. 


ailment? Assume you receive the medication and have an allergic reaction — 
who is responsible? 

For more information on health and e-commerce, visit the Discovering 
Computers 2002 Issues Web page (scsite.com/dc2002/issues.htm) and 
click Chapter 10 Issue #2. 
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Figure 10-19 At drugstore.com, you can fill prescriptions online and have them delivered directly to your door. 


storefront must inform potential 
customers about the business, its 
products, and its services. It must 
provide for purchases and supply 
feedback to the e-retailer. 

The method a merchant takes 
to establish the storefront varies 
depending on the time and money 
available and the required complexity 
of the site. Some e-retailers develop 
and maintain the Web site in house, 
while others outsource all or part of 
the system. The following paragraphs 
describe each of these scenarios. 

With the proper expertise and 
equipment, some e-retailers purchase 
their own hardware and e-commerce 
software to maintain their Web site in 
house. E-commerce software packages 
are available with a range of features. 
E-commerce software allows a 
merchant to set up a storefront with 


Regardless of the scope or size 
of business, all e-commerce must 
address some common concerns. To 
provide for e-commerce, a company 
or individual must decide on the 
following items (Figure 10-20): 


Building a storefront 
Managing payment 
Managing product delivery 
Designing a site that attracts 
customers and keeps them 
returning 

e Managing the site 

e Promoting the site 


Building a Storefront 


One of the more important 
decisions facing e-retailers is the 
choice of the software and hardware 
to build a storefront. The e-retail 


How will I build the storefront? 


e Do! have the expertise to develop 
the e-commerce site myself? 


e Should I hire a consulting firm? 
e How about a Web hosting service? 


How will | promote 
my Web site? 


How will the e-commerce 
Web site be managed? 


How should | design 
the site so it attracts 
and retains customers? 


CHAPTER 10 E-COMMERCE: A REVOLUTION IN THE WAY WE DO BUSINESS 


a product database, combined with 

a shopping cart. In addition, the 
software should provide a secure 
environment to process order transac- 
tions. More sophisticated packages 
include statistical tracking features 
and capability of integrating with a 
business’ other systems such as 
billing and inventory management. 
Depending on the complexity of the 
e-commerce site, these packages can 
cost from a few hundred dollars to 
more than $20,000. Figure 10-21 lists 
some of the more popular e-commerce 
software packages. 

Although this option requires a 
very large financial outlay, it gives the 
merchant total control over its e-retail 
site. E-retailers that develop a Web 
site in house usually hire an expert in 
Web design and development to assist 
in implementing the site. 


How will | manage 
on payments? Should De 


l accept credit cards? p 


How will I deliver 2 t 
products to customers? ) 
postal service? r 
delivery service? 


\ 


[oa 


DK JS 


Figure 10-20 You must make several decisions before developing an e-commerce site. 
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SOME E-COMMERCE APPLICATIONS Some e-retailers do not have all 
of the necessary hardware, software, 

Actinic or personnel to develop and maintain 
Cat@log the e-commerce site in house. These 


businesses choose to lease all or a 
portion of the e-commerce Web site 
from a Web host. As discussed earlier 
in this chapter, a Web host is an 
outside company that provides the 
FrontHost hardware, software, and communica- 
IHTML Merchant Pro tions required for a Web server. In 
InterShop e-commerce environments, this Web 
Maestro Commerce Online server is known as an e-commerce 
MerchandiZer server or commerce server. 

Figure 10-22 shows a Web 
hosting service. The hosting service 
charges a monthly fee, or may take a 
percentage of the sales income. Using 
SoftCart a hosting service is less expensive 
Web+Shop than developing and maintaining the 
entire e-commerce site in house. 


Ecware 
EasyMarketPlace.com 
eSalesSuite 
Freemerchant.com 


Merchant Builder 
Net.Commerce 
ShopZone 


Figure 10-21 Some of the more common 
e-commerce software application packages. 
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Figure 10-22 A Web hosting site. 


Web Link 


For more information on 
e-commerce software, visit the 
Discovering Computers 2002 
Chapter 10 WEB LINK page 
(scsite.com/dc2002/ 
ch10/weblink.htm) and click 
E-Commerce Software. 


Web Link 


For more information on 
Web hosts, visit the Discovering 
Computers 2002 Chapter 10 
WEB LINK page 
(scsite.com/dc2002/ 
ch10/weblink.htm) and click 
Web Hosts. 


/ 
Attention Please! 


Online Stores 


With access to millions of Internet sites, 
people are bombarded with information. 
A major challenge to a business’ success 
is the capability of attracting consumer 
attention. Businesses now compete for 
this resource. Thomas Mandel and 
Gerard Van der Luen wrote in their book 
Rules of the Internet, "Attention is the 
hard currency of cyberspace." Mindshare 
can be considered the basis of the future 
economy because it is becoming a 
scarce commodity. Will this become 

a greater issue aS more and more 
businesses go online? Why or why not? 
How can a new online company compete 
with existing online companies? Is it 
possible for a small company to compete 
with a large online conglomerate? 

For more information on online 
business success, visit the Discovering 
Computers 2002 Issues Web page 
(scsite.com/de2002/issues.htm) 
and click Chapter 10 Issue #3. 


An e-retailer may choose to 
outsource the entire e-commerce site 
to the Web hosting service. Or, it may 
use its own in-house server to store 
part of its Web site and use an outside 
host for other components. These 
companies usually outsource the 
transaction services that require a 
secure server. A secure server 
prevents access to the system by 
unauthorized users. The storefront 
and shopping cart connect to the 
transaction services through links. 
When ready to order, the customer 
clicks an order button and moves 
seamlessly to the transaction area on 
the outside hosting company’s server. 
After placing the order on the secure 
system, the customer returns to the 
original business site. 

Many Internet service providers 
(ISPs), online service providers (OSPs), 
content portals such as Yahoo!, and 
online malls provide Web hosting 
services. Most also offer Web site 
development services that assist you 
through the process of creating a 
storefront (Figure 10-23). These types 
of services allow small businesses 
and individuals to participate in the 
e-commerce arena with a minimum 
investment. 

Storefront capabilities vary 
widely, depending on the host. Some 
solutions provide little more than a 
product billboard. Others allow mer- 
chants to set up elaborate, customized 
sites. The site developer must realize 
that some merchandise does not 
transfer equally well to the Web. For 


better when customers physically can 
browse and try on items in a bricks- 
and-mortar store. You should research 
the solutions provided by a Web host- 
ing service before spending the time 
and resources to establish your site. 


Managing Payments 


Before an e-business can oper- 
ate efficiently as an e-retailer, it must 
be able to accept customer payments. 
Credit cards are the most popular 
payment method on the Web. To accept 
credit cards safely from consumers, a 
business must complete three steps: 
(1) obtain a merchant account, 

(2) provide a secure order form, and 
(3) use payment-processing software. 

Potential e-retailers typically 
apply to a bank to obtain an 
e-commerce merchant account. The 
e-retailer (merchant) pays a one-time 
setup fee and an ongoing monthly fee 
to the bank to maintain the merchant 
account, along with a commission 
on each transaction. The merchant 
account thus establishes a relation- 
ship between the e-retailer and a 
bank, which allows the e-retailer 
to accept credit card payments. 


Æ Yahoo! Store: Create your own secure online store. - Microsoft Internet Explorer 
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E-retailers use an order form 
to collect orders and credit card 
information from the customer. The 
form is stored on a secure server, 
provided either by the hosting service 
or the merchant. Chapter 12 discusses 
techniques used to secure these 
financial transactions. Topics covered 
include user names, passwords, 
biometrics, encryption, digital 
certificates, Secure Sockets Layer 
(SSL), secure HTTP (S-HTTP), and 
Secure Electronics Transaction (SET). 

Finally, the e-retailer must 
arrange to use a payment-processing 
service. These services provide 
software to manage the transaction 
between the e-retailer and the bank. 
The e-retailer pays a monthly fee for 
this service. 

Often, Web hosting services 
provide some or all of the payment 
and security needs as part of the 
package to set up a storefront. In 
addition some companies’ primary 
business is to provide secure and 
reliable management of the entire 
ordering and payment process. For 
example, First Data and Paymentech 
are two well-known reputable 
companies that provide complete 


=e] 


| File Edit View Favorites Tools Help 


| Bak ~ => ~ @ A GY) Asearch GaFavorites CBristory | Be £ -E 


| Address Æ] http: //store, yahoo.com} v| @Go | |Links a 


YAHOO! Store = 


Welcome 


Yahoo! - Site - Store Listings - Shopping 


Create a Store - Account Info - Sign Out 


example, clothing sales often work 


Create your site on our server, using nothing more than the browser 
you're using to read this page. Build a store and start taking orders 
in minutes. More info... 


Web Link 


For more information on 
a merchant account, visit the 
Discovering Computers 2002 
Chapter 10 WEB LINK page 
(scsite.com/dc2002/ch10/ 


+ Fridgedoor.com 
Getting Started 


e How it Works 
e Create a Store 


e See Example Store 


“Ss rancisco MO. 

+ Despair, Inc 

+ Oakville Grocery 

+ FlipFlopTrunkshow.com 


Pricing 
Online Processing 
Yahoo! Shopping 


weblink.htm) and click aoe ee Merchant Resources 
Merchant Account. a o What's New e Contact Us 
e How to Sell Online e Merchant Newsletter 
e Designers e User Guide 


Create a Store 
E] | | r) Internet 
Mstart||| 4 E |] | |[Ejvahoot store: create y... De Hime 3:44PM 


Figure 10-23 Through Yahoo! Store, you can build a storefront in minutes using your Web browser. 


Search Yahoo! Store 


z 


credit card transaction solutions for 
e-retailers from setting up merchant 
accounts to processing payments. 
The entire payment process 
should be designed to protect against 
fraud. Most experts agree that with 
proper safeguards, a credit card is 
safer to use over the Internet than 
in many face-to-face transactions. 
Consumers should verify that a mer- 
chant provides secure transactions 
before using a credit card on the 
Internet. Secure sites have URLs that 
begin with https:// instead of http://. 
Chapter 12 discusses other techniques 
to protect against fraud on the 
Internet. 


Scammed on the Web 


Security 


Complaints about fraud and scams have 
increased 600 percent since 1998, 
according to Internet Fraud Watch (see 
URL below), operated by the National 
Consumers League. 

Just as in bricks-and-mortar 
businesses, both online merchants and 
consumers must guard against fraud. 
Online merchants are legally responsible 
for ensuring security at their sites. 

They should investigate thoroughly the 
security measures they use, whether 
installed in-house or outsourced. 
Consumers can protect themselves best 
by becoming educated about Internet 
fraud and avoiding unsafe practices. If a 
company is involved in a scam, should 
the people scammed be responsible for 
their own losses? Who should police 
the Internet for fraud and scams? What 
penalties should be imposed? 

For more information on Internet 
security and fraud and the Web site 
mentioned above, visit the Discovering 
Computers 2002 Issues Web page 
(scsite.com/dc2002/issues.htm) and 
click Chapter 10 Issue #4. 
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Become an E-Commerce Merchant 


One of the more popular Web hosting services is Yahoo! Store (see URL below). At this 
site, the potential e-retailer can find a convenient, easy-to-use, and inexpensive storefront 
solution. Yahoo! Store even offers the prospective merchant an opportunity for a 10-day 
test drive. You should have a store name in mind before you begin this process. 

In addition, be sure to read the Terms of Service and Privacy Policy documents. 


1 


To generate a Yahoo! storefront, perform the following steps: 


. Display the Yahoo! Store information page (see URL below). 
2. 
3: 


Click the How it Works or Create a Store link to begin the sign up process. 

Click the Sign me up link, complete the form, and then click the Submit button to 
complete your registration. Within a few seconds, you should receive an e-mail 
confirmation. 


. Choose an ID for your store and the full name of your site and then click the Create 


button. Your 10-day account is created. Click | Accept, and you are ready to build 
your store. 


. After completing the forms, you take a tour of the working area where you will 


develop the storefront. This tour is a tutorial that shows how to construct a storefront. 
Later you can use the program’s editing features to modify the store’s content and 
appearance. The first stop in the guided tour is the new home page, or storefront. 

The program automatically generates the left panel and its buttons. An Edit bar always 
is visible during storefront construction. 


. As you work your way through the tour, it shows how to build sections, or rooms, 


in the store, how to add buttons on the storefront panel, and how to enter sales items. 
Each item is identified with a name, price, graphic, code number, and description. 


. Each item has its own display case. Clicking an item enlarges its view and displays 


any pertinent information associated with it. 


. Yahoo!’s guided tour is not intended to be a comprehensive tutorial on how to use 


the program. It demonstrates how a few simple commands can build a rudimentary 
storefront in a few minutes. After completing the tutorial, your storefront displays. 


. Editing the site and making it more attractive requires time and planning. As with any 


retail store, a Web storefront ultimately must attract customers and provide reasons 
for a customer to return to the site. 


10. After the store is completed, you must test it for accuracy before a public opening. 


11. 


To do this, enter the store as a customer, order some products, and verify the 
shopping cart and customer order form work properly. 

You can verify the order was received by returning to the Store Management screen 
at the editing site. The Store Management screen accesses all of the back office 
operations necessary to maintain the site and communicate with customers. The 
Orders link in the Process category accesses the customer orders and related 
information. One type of automated feedback you can receive is through the Customer 
Order Status Form. It displays all of the pertinent information about a purchase 
including the shipping date and tracking number. 


. Sales and customer tracking statistics are generated immediately and are accessible 


through the Statistics option on Yahoo!’s Store Management screen. You receive 
instantaneous reports showing the number of customers visiting the site, the pages 
visited, repeat customers, and graphs. 


. Your store is accessible to the e-consumers visiting Yahoo! Shopping. A customer at 


Yahoo! Shopping can search for a product using the product category, the product 
name, or the company name. When a search is made for a product you sell, your 
store’s name or product will be listed among all of the other stores selling similar 
products. 

For more information on online retailing and the Web site mentioned above, visit the 


Discovering Computers 2002 Apply It Web page (scsite.com/dc2002/apply.htm) and click 
Chapter 10 Apply It #4. 


For those customers uneasy with 
sending credit card information over 
the Internet, many e-commerce Web 
sites also add a toll-free telephone 
number through which customers can 
place an order. 

Another option is to accept 
electronic money as a payment for 
goods or services. Electronic money 
(e-money), also called digital cash 
or e-cash, is a payment system that 
allows an individual to pay for products 
or services by transmitting an identi- 
fying number to the e-retailer. The 
general concept is a bank issues a 
unique cash number that represents 
a specific sum of real money, such as 
$1, $5, and $10. When customers 
make a purchase with e-money, they 
enter the unique cash numbers. 

The e-retailer then deposits the cash 
numbers in a participating bank. Thus, 
paying with e-money is very similar 
to paying with regular cash. A major 


advantage is it is reusable and 
anonymous; that is, the e-retailer 
has no information about the buyer. 
Currently, no standard exists for 
e-money. Thus, several companies 
offer various e-money schemes. 


Fulfillment 


Fulfillment includes managing 
and storing inventory, packaging and 
shipping products, and maintaining 
records of all transactions. Existing 
bricks-and-mortar retailers already 
have a system to handle the fulfillment 
segment of the business. For larger 
e-retailers that wish to manage 
fulfillment operations in house, 
sophisticated e-commerce software 
packages can integrate and help 
automate existing business functions. 

As with other aspects of the 
e-commerce world, the e-retailer can 
opt to outsource some or all areas of 


Factors That Lead to E-Loyalty 
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fulfillment. Fulfillment companies, 
also called logistics companies, can 
provide warehousing and inventory 
management, product assembly, order 
processing, packing, shipping, return 
processing, and online reporting. 
Increased e-retail sales mean 
increased business for traditional 
delivery services such as Federal 
Express and UPS (Figure 10-24). 
These delivery services often handle 
the shipping of products from the 
e-retailer to the customer, as well 
as any returned merchandise. It is 
important that the Web site clearly 
state all shipping costs. 


Attracting and Retaining Customers 


A successful Web site attracts 
customers and keeps them returning 
to the site. Figure 10-25 lists factors 
that lead to e-commerce customer 
loyalty. The best storefronts plan for 


Price 

Selection 

Site appearance 

Ease of use/navigation 

Availability of information 

Ease of ordering 

Posted privacy policies 

Quality of storefront/product representation 
Shipping 

On-time delivery 


Quality of customer support 


Figure 10-25 Factors that might affect 
whether an e-commerce customer will 
return for business. 


Figure 10-24 Increased Internet sales mean increased business for package delivery 
services such as UPS. 


convenience, are efficient, and easy 
to use. Studies indicate that Web 
customers will click to another site 
if they must wait more than eight 
seconds for a page to download. 
Consumers want to navigate easily 
through a site. Instructions should 
be clear and easy to follow. Too many 
special effects can slow downloading 
and clutter a site. In addition, the 
fewer clicks it takes for a customer 
to find a product and place an order, 
the more sales the store will make. 
Successful businesses incorpo- 
rate features to take advantage of the 
capabilities of the Internet. These 
features enhance a customer’s experi- 
ence and move the store beyond simply 
a catalog site. The features should 
coincide with the store’s function. For 
example, a store selling music can 
provide audio previews. Discussion 
groups, newsletters, and informational 
articles related to the store’s product 
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could draw visitors to the site and 
generate goodwill. 

Businesses need to consider 
carefully how to provide service after 
a sale. Surveys indicate that a large 
percentage of customers are dissatis- 
fied with customer service at online 
businesses. Thus, many e-commerce 
sites now use an electronic 
Customer Relationship 
Management (eCRM) strategy 
to combine personalized touch and 
customized service to customers. 
E-retailers can improve communica- 
tions by using automatic e-mail 
to confirm orders (Figure 10-26), 
displaying a list of frequently asked 
questions (FAQ), and sending surveys 
for customer feedback. E-retailers 
should answer customer queries 
quickly and accurately and offer 
live chat rooms for sales assistance. 


™ Your http://timewarnerordercenter.com Order # 31828 - Message (Plain Text) 


The following item(s) for your order# 31828 were shipped 


425060036019 Superman Thermal Pajamas With Cape 
425060238017 Batman & Superman Blanket Sleeper 
436220274004 Scooby Doo Christmas Placemat 
454990045006 Wizard Of Oz Scarecrow Plush 1 
Subtotal for Warner Bros Studio Stores $71.64 


Total $71.64 


The total amount will be charged to your Mastercard. 


If you have any questions, please contact our customer service 
department at mailto: whstore@fulfillment.com 


Thank you for shopping at http://timewarnerordercenter. 


Figure 10-26 An e-mail confirmation of an order from Warner Brothers online store. 


Privacy Matters 

Many people take privacy for granted. 
Trying to get the same level of privacy on 
the Internet as in a bricks-and-mortar 
establishment is a little less accepted and 
a bit more complicated. An enormous 
potential exists for abuse as companies 
increasingly collect data and profile cus- 
tomers. Who owns and has control over 
personal and collective data, the individual 
or the data collector, are unresolved 
questions courts may decide. Many 
online merchants have added privacy 
policies to their sites to notify customers 
how they will use collected information. 
Watchdog organizations such as TRUSTe, 
the Online Privacy Alliance, and the 
Federal Trade Commission (FTC) (see 
URLs below) monitor privacy issues. 
Should all online companies be required 
to post their privacy policy? Should 
Federal laws be passed to protect an 
individual’s privacy online? Should it be 
legal for Internet companies to sell your 
personal data for marketing purposes? 
Why or why not? 

For more information on online privacy 
and the Web sites mentioned above, visit 
the Discovering Computers 2002 Issues 
Web page (scsite.com/dc2002/issues. htm) 
and click Chapter 10 Issue #5. 
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Customers should be able to track 
shipments. Return policies should 
allow customers to make returns 
and exchanges conveniently. 

Follow up after a sale can gen- 
erate return business and recommen- 
dations. Many e-commerce sites use 
e-mail publishing to keep in touch 
with customers. E-mail publishing 


Web Link 


For more information on 
eCRM, visit the Discovering 
Computers 2002 Chapter 10 

WEB LINK page 
(scsite.com/dc2002/ch10/ 
weblink.htm) and click 
eCRM. 


Internet Protection 


Because Internet interactions are face- 
less, a business has to generate trust to 
turn window shoppers into customers. 
Displaying an actual address and 
telephone number is one indication a 
business is established and willing to 
be contacted. Online merchants can 
join an Internet protection group such 
as Netcheck, TRUSTe, or the Better 
Business Bureau Online (see URLs 
below) to show they are reputable and 
safe businesses. Stores often display a 
security or privacy statement to encour- 
age customer confidence. Would you 
be comfortable purchasing a product 
from an online company that provides 
a security statement or privacy seal? Do 
these seals authenticate the businesses’ 
legitimacy? Is it possible for an unrep- 
utable company to obtain one of these 
seals? Would you spend $100 or more 
for an online purchase? Why or why 
not? 

For more information on Internet 
protection groups and the Web sites 
mentioned above, visit the Discovering 
Computers 2002 Issues Web page 
(scsite.com/dc2002/issues.htm) and 
click Chapter 10 Issue #6. 


is the process of sending newsletters 
via e-mail messages to a large group 
of people with similar interests. For 
example, an e-retailer can use e-mail 
publishing to offer loyal customers 
special discounts and promotions, 
announce new products, or deliver 
industry news. 


Site Management 


By monitoring Web site use, 
e-retailers can collect data and use 
it to improve their Web sites. Most 


Cybersquatting 


Cybersquatting is the practice of domain 
name speculation. Cybersquatters register 
domain names they think will become 
popular, and then attempt to resell the 
rights to each name to the highest bidder. 
Some organizations have paid millions of 
dollars for a single domain name. For 
example, the name business.com sold for 
$7.5 million and autos.com for $2.2 
million. Alternately, the cybersquatter may 
use a name to divert Web surfers from 
legitimate sites with similar names. 
Cybersquatters have registered names of 
famous people, company names, and 
products. They also register modifications 
of these. The World Intellectual Property 
Organization (WIPO) and The Internet 
Corporation for Assigned Names and 
Numbers (ICANN) (see URLs below) are 
establishing guidelines to help regulate 
rights to domain names. Should there be 
guidelines or should this be on a first- 
come, first-served basis? Should anyone 
be able to purchase the name of a famous 
person? If a company has a name 
copyrighted, does it give the company 
the right to own the domain name? 

For more information about cyber- 
squatting and the Web sites mentioned 
above, visit the Discovering Computers 
2002 Issues Web page (scsite.com/ 
dc2002/issues.htm) and click Chapter 
10 Issue #7. 


e-commerce software packages include 
features to monitor site use and collect 
statistics. These programs count the 
numbers of hits for each page. They 
also can track a customer's path taken 
through the site. Using tracking infor- 
mation, e-retailers can personalize the 
Web site or display customized adver- 
tisements to adapt a site to individual 
customers. To do this, these programs 
use cookies. Chapter 12 discusses 
cookies and their uses in more depth. 


Promoting the Site 


The first decision in promoting 
a site actually should be made before 
you set up the storefront: the company 
must have a name. Choosing a name 
for a site and an associated domain 
name can be a crucial decision. A 
company may use the bricks-and- 
mortar business name, create a Web 
variation of the name, or coin an 
entirely new title. As discussed in 
Chapter 2, a domain name is a unique 
registered name that identifies and 
locates a Web site (Figure 10-27). A 
customer types the domain name in 
the Web browser to display a Web 
page. Thus, domain names can have 
a great influence on the number of 
hits a Web page receives. Ideally, a 
domain name corresponds to the 
business name or the function of the 
business. 


Sample Domain Names of E-Commerce Sites 


scsite.com 
amazon.com 
etrade.com 
ebay.com 
dell.com 


Figure 10-27 Sample domain names of some 
e-commerce Web sites. 


The next step is to register the 
domain name with various search 
engines. Doing so ensures your site 
will appear in the hit lists for searches 
on related keywords. Online businesses 
can register domain names at each 
search engine individually. Registering 
your site with the various search 
engines, however, can be an extremely 
time-consuming task. Instead, you 
can use a submission service. As 
described in Chapter 2, a submission 
service is a Web-based business in 
which you typically pay a fee to 
register with hundreds of search 
engines (Figure 10-28). 

Another method of promoting 
your site is to use online advertise- 
ments at another site, often called 
banner ads. The advertisements 
display a brief message and are linked 
to the advertiser’s Web site. They can 
be personalized to match a customer’s 
interests. The advertiser usually pays 
based on the number of click-throughs. 
A click-through occurs when a 
visitor clicks an advertisement to 
move to the advertiser’s Web page. 


3 Search Engine Submission Services at website-submission.com - Microsoft Internet Explorer 


CHAPTER SUMMARY 


Some e-commerce businesses 
also use unsolicited advertising 
through newsgroups and e-mail. 
These unsolicited e-mail messages or 
newsgroup postings, called spam, are 
sent to many recipients or newsgroups 
at once. Spam is Internet junk mail. 
Spam usually generates antagonism 
instead of sales. A better method is 
to promote goodwill by providing 
information or services for groups 
and individuals. They then may 
reciprocate by promoting the site. 


CHAPTER SUMMARY 


This chapter discussed how 
e-commerce has changed the way 

we do business. It presented various 
e-commerce business models and 
revenue streams. Then, the chapter 
discussed e-retailing and other market 
sectors. Finally, it presented issues 
associated with building a storefront, 
accepting payment, managing product 
delivery, designing a site, managing 
the site, and promoting the site. 
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Figure 10-28 A submission service. 


Web Developer 


If you are looking for a job working with 
the latest Internet technology, then a Web 
developer could be the career for you. 
Generally, this type of employment requires 
specialized skills. Many Web developers 
analyze, design, develop, implement, and 
support Web applications and functionality. 
A Web developer may be responsible for 
supporting the presentation and marketing- 
related features of the Web site. Specialized 
scripting skills include HTML, JavaScript, 
Perl, and VBScript. Developers also may be 
required to have multimedia knowledge, 
including Adobe PhotoShop and 
Macromedia Flash and Director (see 

URLs below). 

Educational requirements vary from 
company to company and can range from 
a high school education to a four-year 
degree. Many companies place heavy 
emphasis on certifications. Two of the 
most popular certifications are through the 
International Webmasters Association 
(IWA) and the World Organization of 
Webmasters (WOW) (see URLs below). 
These organizations team with many cor- 
porate and academic partners to provide 
the curriculum for this certification. A wide 
salary range exists — from $25,000 to 
$65,000 — depending on educational 
background and location. 

To learn more about the field of Web 
developer as a career and for links to the 
Web sites mentioned above, visit the 
Discovering Computers 2002 Careers Web 
page (scsite.com/dc2002/careers. htm) 
and click Web Developer. 
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Figure 10-29 Computer equipment is among the many items up for bid on the Yahoo! auction 
Web site. 
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Figure 10-30 Rare and valuable art, jewelry, and furniture are featured on Sotheby’s Web pages. 
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If those prices are a bit out of your AUCTION WEB SITES URL 


league, you can turn to a wealth of other eBay ebay.com 
auction Web sites to find just the items Yahoo! Auctions auctions.yahoo.com 
you need — and maybe some you really do Sotheby's sothebys.com 
: Christie's christies.com 
not — for as little as $1. Some of these auc- uBid cues 
tions are listed in Figure 10-31. Categories Egghead.com egghead.com 
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biles, computers, electronics, sports, sports Penbid www.penbid.com 
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cards and memorabilia, and toys. 
One of the most noted auction Web For an updated list of auction Web sites, visit scsite.com/dc2002/e-rev.htm. 
sites is eBay, the world’s largest personal 
online trading community (Figure 10-32). 
As described in a Company 
on the Cutting Edge feature 
earlier in this chapter, the 


Figure 10-31 These auction Web sites feature a wide variety of items. 


E] eBay: Collectibles - Microsoft Internet Explorer 
| File Edit View Favorites Tools Help 


company’s assortment of | €e.» . 0 Aà Ala @ GiB 3 A. E 
Back Forward Stop Refresh Home Search Favorites History Mail Print Edit Discuss 


auctioned items has ranged 
from the usual to the unusual. 
Among the unusual, and per- 
haps a precursor to the Ryder 
truck auction, was the oppor- 
tunity to bid to become the 
431d president of the United 
States. Bidding opened at one 
penny and soared to $100 
million in four hours before 
eBay officials cancelled the 
auction. 

For more information 
on auction Web sites, visit 
the Discovering Computers 
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Figure 10-32 eBay is one of the world’s most popular auction Web sites. 


-AUCTIONS applied: 


1. Visit the Christie’s and Sotheby’s Web sites and read about the items that have been sold recently. 
Find two unusual objects and write a paragraph on each auction item summarizing your discoveries. 
What were the opening and final bids on these objects? Then, review two of the upcoming auctions. 
When are the auctions’ dates? What items are available? What are some of the opening bids? What are 
the advantages and disadvantages of bidding online? 

2. Using one of the auction Web sites listed in Figure 10-31, search for two objects pertaining to 
your hobbies. For example, if you are a baseball fan, you can search for a complete set of Topps cards. 
If you are a car buff, search for your dream car. Describe these two items. How many people have bid 
on these items? Who are the sellers? What are the opening and current bids? 
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4 4 How Has E-commerce Changed 
LE ) the Way We Do Business? 

Electronic commerce (e-commerce), some- 
times called e-business, is a financial business transaction 
that occurs over an electronic network. With the elimination 
of the barriers of time and distance that slow traditional 
business dealings, transactions can occur instantaneously 
and globally. E-commerce has changed the way businesses 
do business. Many companies no longer have merely a 
physical bricks-and-mortar location but have both a 
physical and an online presence — clicks-and-mortar 
businesses. 


2) 


What Is the Positive Impact 
of E-commerce on Our Society? 


pe 


Some advantages of e-commerce include global 
markets have no geographic boundaries, businesses have 
access to 360 million people, customers have access to 
multiple suppliers and prices, stores are open all the time, 
feedback is immediate, turnaround time is short with 
changing information, FAQs provide customer support, 
companies have the ability to gather and analyze customer 
information, new and traditional approaches generate 
revenue, the middleman is eliminated, distribution costs 
are reduced or eliminated, and the cost of paperwork is 
reduced. 


What Is the Difference 

' between the Various 
E-commerce Business Models: 
Business-to-Consumer, 
Consumer-to-Consumer, 
Business-to-Business, 

and Business-to-Employee? 


Business-to-consumer (B-to-C or B2C) e-commerce 
consists of the sale of products or services from a business 
to the general public. Consumer-to-consumer (C-to-C or 
C2C) e-commerce consists of individuals using the Internet 
to sell products and services directly to other individuals. 
The most popular vehicle for C2C e-commerce is the 
online auction. Business-to-business (B-to-B or B2B) 
e-commerce consists of the exchange of products and 
service between businesses. Business-to-employee (B-to-E 
or B2E) e-commerce, sometimes called intrabusiness 
e-commerce, refers to the use of intranet technology to 
handle electronic transactions that take place within a 
business. 


“mS 
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A revenue stream is the method a business 
uses to generate income. Some of the more common 
e-commerce revenue streams include direct sales which is 
the purchase of a product or service that is delivered to the 
customer; downloads of products such as software, music, 
movies, books and other items; software rental of an appli- 
cation that exists on a Web site; advertising; subscriptions 
to services; Web site hosting; and online storage services 
for storing backup copies of data and information. 


What Are Various E-commerce 
Revenue Streams? 
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How Does E-retailing Work? 


E-retail, also called e-tail, occurs when 
retailers use the Web to sell their products 
and services. A customer visits the electronic storefront 
of the online business. The customer collects purchases 

in an electronic shopping cart and then enters payment 
information. This financial information is sent to a bank 
for authorization and then sent back to the e-retailer. 
Confirmation is sent to the customer, the order is processed, 
and the package is prepared for shipment. Shipping infor- 
mation is posted on the Web, and the package is delivered 
to the customer. 


What Are E-commerce 
Market Sectors? 


In addition to retail, other market sectors 
include finance that supports online banking and online 
trading; entertainment and media, which includes music, 
videos, news, sporting events, and 3-D multiplayer games; 
travel, including driving directions and airline, car, and 
hotel reservations; and health issues, including databases of 
doctors, dentists, and online pharmacies. 
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| What Are Issues Associated 

' with Building a Storefront, 
Accepting Payment, Managing 
Product Delivery, and Designing, 
Managing and Promoting 

the Web Site? 


Choosing the software and hardware to build an electronic 
storefront is one of the most important decisions facing 
e-retailers. Some e-retailers may choose to develop and 
maintain their Web site in-house, while others outsource 
all or part of the system. Using E-commerce software, a 
merchant can set up a storefront with a product database, 
combined with a shopping cart. Credit cards are the most 
popular payment method on the Web for the acceptance of 
customer payments. Another option is to use an electronic 
money (e-money), also called digital cash or e-cash, pay- 
ment system. Traditional delivery services such as Federal 
Express and UPS often handle the shipping of products. 
Web site navigation must be convenient, efficient, and easy 
to use. Fulfillment includes managing and storing inventory, 
packaging and shipping products, and maintaining records 
of all transactions. Some e-retailers manage in-house and 
others outsource. Selecting a Web site and domain name is 
a crucial decision and can have a great influence on the 
number of visitors a Web site receives. Submitting the name 
to search engines and purchasing banner ads are other 
promotional options. 
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banner ads (10.25) 

bricks-and-mortar (10.3) 

brokering (10.7) 

business-to-business (B-to-B or B2B) 
(10.6) 

business-to-consumer (B-to-C or B2C) 
(10.4) 

business-to-employee (B-to-E or B2E) 
(10.8) 

click-through (10.25) 

clicks-and-mortar (10.3) 

commerce server (10.19) 

consumer-to-consumer (C-to-C or C2C) 
(10.6) 

digital cash (10.22) 


BRICKS-AND-MORTAR 
This is a business where buyers make 
purchases at a physical location. Sometimes 
called a brick-and-mortar business. (10.3) 


disintermediation (10.4) 

e-business (10.2) 

e-cash (10.22) 

e-commerce server (10.19) 

e-commerce software (10.18) 

electronic commerce (e-commerce) (10.2) 

electronic Customer Relationship 
Management (eCRM) (10.23) 

electronic data interchange (EDI) (10.4) 

electronic money (e-money) (10.22) 

electronic software distribution (ESD) 
(10.8) 

electronic storefront (10.12) 

e-mail publishing (10.24) 

e-procurement (10.7) 

e-retail (10.12) 

e-tail (10.12) 

fulfillment companies (10.22) 

infomediary (10.7) 

intrabusiness e-commerce (10.8) 

intranet (10.8) 

logistics companies (10.22) 

m-commerce (mobile commerce) (10.3) 

merchant account (10.20) 

.NET (10.8) 

online auction (10.6) 

online banking (10.14) 

online catalog (10.12) 

online storage services (10.11) 

online trading (10.14) 

P2P (10.6) 

revenue stream (10.8) 

secure server (10.20) 

service B2B (10.7) 


shopbot (10.15) 
shopping bot (10.15) 
shopping cart (10.12) 


ONLINE BANKING 
Online service that allows electronic 
money transfers for bill paying 
and provides up-to-date transaction data 
and bank statements. (10.14) 


spam (10.25) 

submission service (10.25) 
supply chain (10.7) 

vendor B2B (10.7) 

vertical B2B (10.8) 

Web application (10.8) 
Web host (10.19) 

Web hosting service (10.10) 
Web server (10.10) 
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To display this page from the Web, start your browser, and then enter the URL scsite.com/dc2002/ch10/learn.htm. 


1. Web Guide 


Click Web Guide to display the Guide to World 

Wide Web Sites and Searching Techniques Web 

page. Click Reference and then click About.com. 

Search for electronic commerce. Click one of the 

electronic commerce links. Use your word processing 

program to prepare a brief report on your findings and 

submit your assignment to your instructor. 
C_I) 

2. Scavenger Hunt 

Click Scavenger Hunt. Print a copy of the Scavenger 

Hunt page; use this page to write down your answers 

as you search the Web. Submit your completed page 

to your instructor. 


3. Who Wants to Be a Computer 
Genius? 

Click Computer Genius to find out if you are a computer 

genius. Directions on how to play the game will display. 

When you are ready to play, click the PLAY button. 

Submit your score to your instructor. 


4. Wheel of Terms 


Click Wheel of Terms to reinforce important terms you 
learned in this chapter by playing the Shelly Cashman 
Series version of this popular game. Directions on how 
to play the game will display. When you are ready to 
play, click the PLAY button. Submit your score to your 
instructor. 


5. Career Corner 


Click Career Corner to display the BrainBuzz page. In 

the Job Search text box, type Web developer. Select 

your state and click the Go button. Scroll through the 

results until you find a link in which you are interested. 

Write a brief report on what you discovered by clicking 

this link. Submit the report to your instructor. 
Gau] 


- Microsoft Internet Explorer 


į Discovering Computers 20! 


Raging Bull tock quotes 
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pa x Pep ABERTAS 


6. Search Sleuth 


Click Search Sleuth to learn search techniques that will 
help make you a research expert. Submit the completed 
assignment to your instructor. 


7. Crossword Puzzle Challenge 


Click Crossword Puzzle Challenge. Complete 
the puzzle to reinforce skills you learned in this 
chapter. Directions on how to play the game will 
display. When you are ready to play, click the 
PLAY button. Submit the completed puzzle to 
your instructor. 


T) 
8. Practice Test 
Click Practice Test. Answer each question. When 
completed, enter your name and click the Grade Test 
button to submit the quiz for grading. Make a note of any 
missed questions. If required, print a copy to submit to 
your instructor. 
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Web Instructions: To display this page from the Web, start your browser and enter the URL scsite.com/dc2002/ch10/check.htm. Click the 
links for current and additional information. To experience the animation and interactivity, Shockwave and Flash Player must be installed on 
your computer (download by clicking here.) 


y LABEL THE FIGURE | Instructions: Identify each element of the path of an authorized e-retail transaction. 
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y MATCHING | Instructions: Match each term from the column on the left with the best description from the column on the right. 


1. B-to-B or B2B a. Provides the hardware, software, and communications required for 
2. Web application a Web server. 

3. Web hosting service b. A software application that exists on a Web site. 

4. disintermediation c. A Web site that provides specialized information about suppliers 
5. online auction and other businesses. 


_d. E-commerce that consists of the exchange of products and service 
between businesses. 
e. E-commerce that consists of individuals using the Internet to sell 
products and services directly to other individuals. 
f. Enables a business to sell products directly to consumers without 


using traditional retail channels. 
© g. One consumer sells goods to other consumers. 
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y MULTIPLE CHOICE | Instructions: Select the letter of the correct answer for each of the following questions. | 


il is e-commerce that uses handheld : 4. The most popular use for C2C e-commerce is 


Web-enabled devices. : 
peer-to-peer transactions 


a. M-commerce a. 
b. EDI b. online auctions 
c. B-to-C c. individual to business transactions 
d. C-to-C d. business to individual transactions 
2. is a set of standards that controls 5. A(n) B2B site provides one or 
the transfer of business data and information more benefits to business such as financing, 
among computers both within and among warehousing, or shipping. 
companies. a. e-procurement 
a. Infomediary b. vendor 
b. B2B c. service 
c. EDI d. brokering 
d. Brokering 
3: was precursor to the present form 


of e-commerce. 
a. The Intranet 
b. The ATM 
c. B-to-E 

d. E-retail 


E SHORT ANSWER | Instructions: Write a brief answer to each of the following questions. | 


1. What is e-commerce? What traditional barriers are almost eliminated by e-commerce? 


2. How do B2C business models maximize their benefits? What is disintermediation? 


3. Describe business-to-business (B-to-B or B2B) e-commerce. What is the supply chain 
and how it is integrated with the B2B model? 

4. What is the difference between a Web hosting service and a Web server? What are 
some services provided by Web hosting services? 


5. In addition to retail, what are some other e-commerce market sectors? Describe some 


of the ways in which the general public may interact with these market sectors? 


g WORKING TOGETHER | Instructions: Working with a group of your classmates, complete the following team exercise. 


Assume that your team is going into the e-commerce business and your goal is to develop a Web site. 
Your textbook provides a list of six common concerns that a company must consider in the development 
of an e-commerce Web site. Review each of these six concerns and determine how you will address each. 
Your report should include the following information: the type of e-commerce model, the product or 


service, domain name, in-house hosting or outsourcing, payment type, and promotional techniques for 
the Web site. In addition to your report, create a PowerPoint presentation to share with the class. 
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Changing 
Views 

in Windows 
Explorer 


Windows Explorer 
provides four ways of viewing folders 
and files. Right-click the Start button 
on the taskbar and click Explore on 
the shortcut menu. When the Explor- 
ing window opens, click View on the 
menu bar and then click Large Icons 
on the View menu. Note the display 
in the right panel. Click View on the 
menu bar again and click Small Icons 
on the View menu. Again, note the 
display in the right panel. Repeat the 
above procedure, this time clicking 
List on the View menu. Lastly, click 
Details on the View menu. Answer 
the following questions: 


e Which view option displays the 
type of file? 

e Which view option displays 
the date the file or folder was 
modified? 


e What is the difference between 
the List view and the Small Icon 
view? 

e Which view is easiest to read? 


Click the Close button to close the 
Exploring window. 


Using Windows Update 


This exercise uses 
Windows 98 proce- 
dures. You must be 
connected to the 
Internet to complete 
this activity. Click the Start button on 
the taskbar and then click Help on the 
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Start menu. When the Windows 

Help window opens, click the Web 
Help button. Read the information 

in the right pane and then click the 
Support Online link to access the 
Microsoft Windows 98 Web site. 
Click the Using Windows 98 link and 
then click the Frequently Asked 
Questions link. Answer the following 
questions by clicking the appropriate 
links. 


e What is device contention? 


e How can you print a file list 
of Windows Explorer? 


e How can you tell which version 
of Windows you are running? 


Click the Close button to close each 
open window. 


Create 

a Desktop 
Shortcut to 
the Printer 


To create a desktop 
shortcut to a printer, click the Start 
button on the taskbar, point to Set- 
tings, and then click Printers. Right- 
click the icon of your default printer 
and click Create Shortcut. Windows 
will tell you that the shortcut has to 
go on the desktop. Click OK or Yes 
to place the shortcut on the desktop. 
After you create a shortcut to a 
printer, you can print documents by 
dragging them to the printer shortcut 
on the desktop. The program used to 
print the document will open briefly 
and then close. Right-click the printer 
desktop shortcut icon, click Proper- 
ties, and then click the General tab. 
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What information is contained in this 
dialog box? Click the Shortcut tab. 
What are the two settings that can be 
modified? Close the Properties dialog 
box. Right-click the Printer desktop 
shortcut icon and then click Delete on 
the shortcut menu. If necessary, click 
the Yes button in the Delete dialog 
box. 


Determine the Brand 
and Model of Sound 
Cards or Devices in Your 
Computer 


This exercise uses 
Windows 98 
procedures. To deter- 
mine the brand and 
model of any sound 
cards or audio devices installed in 
your computer, click the Start button 
on the taskbar, point to Settings, and 
then click Control Panel. Double- 
click the System icon to display the 
System Properties dialog box. Click 
the Devices Manager tab and double- 
click sound, video and game con- 
trollers to expand the branch. What 
sound devices are listed? What video 
devices are listed? What game con- 
troller devices are listed? Click the 
OK or Cancel button to close the 
System Properties dialog box. In the 
Control Panel window, double-click 
the Multimedia icon. Click the 
Devices tab and double-click Audio 
Devices to expand the branch. What 
audio devices are listed? Click the 
OK or Cancel button to close the 
dialog box. Click the Close button 
to close each open window. 
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Web Instructions: To display this page from the Web, start your browser and enter the URL scsite.com/dc2002/ch10/web.htm. To view At 
The Movies in exercise 1, RealPlayer must be installed on your computer (download by clicking here). 


Yahoo! 


To view the Yahoo! movie, click the button to the left or click the Play 
button to the right. Watch the movie, and then complete the exercise 
by answering the questions below. Basically it's a list — a list of Web 
sites and chat rooms. When Yahoo! went public in 1996, its two, 
20-something founders became overnight billionaires. Yahoo! is a $200 million a year 
business, with a business model based on deriving revenue from advertising. Yahoo! 
gets over 235 million hits a day, a number used to calculate charges to advertisers. It 
has become a highly competitive business, but a business model under intense scrutiny. 
How secure is a business based on hits or clicks? Is it likely that emerging Internet 
technologies will solidify the rightness of Yahoo!'s business model ... or not? 


Online Banking 

Online banking rapidly is becoming a standard offering in the United States. Online banking effectively 

transforms your personal computer into a bank teller. Using an online banking service, you can complete 

nearly all transactions, with the exception of cash withdrawal, you would take care of during a trip to the 
bank. Access to more detailed financial information allows you to better track where your money is going, as well as plan 
where you want it to go in the future. To determine if online banking is for you, click the button to the left and read Online 
Banking: The Basics. 


E-Government 

Will e-government revolutionize the way U. S. citizens interact with government? The increased use of 

Internet-based solutions to facilitate business-to-business and business-to-customer interactions has major 

implications for federal, state, and local governments. The ideal concept of e-government would be to provide 

services and information to citizens electronically, 24 hours a day, 7 days a week. Many government agencies 
have some of these services in place. Click the button to the left to find out more about what governmental agencies are 
doing. Download and review one of the PowerPoint presentations. Write a summary of your discoveries. 


Online Sales 

A recent Forrester Research report predicts that by the year 2005, U.S. online retail sales will total $269 

billion, or 11% of US retail sales. The report further projects large increases in Web-researched offline sales, 

and factors that determine which items are purchased offline versus online. Click the button to the left to 
access a list of some of the more successful online e-tailers. Click one of the company links. Which company did you select? 
What products does it have available? Is the Web site easy to navigate? Does it have a product you would purchase online? 


In the News 

The Internet is predicted to be a driving force in both the new and used vehicle market over the next five 

years. A survey released by the National Automobile Dealers Association indicates that e-commerce is 

starting to pay off for car dealers that have a well-established Internet presence. As more dealerships 
recognize the Web’s power as a sales tool, online sales are expected to continue to increase. Click the button to the left 
and read a news article about a recent e-commerce success story. What is the product or company? How has it been 
successful? Is this success predicted to continue? 


